
Exhibit L 

Illinois Bell Telephone Company 
Service Quality Component 

Measure #I: 
Installation within 5 Business Days 

Measure #2: 
Trouble Reports per 100 Access Lines 

Measure #3: 
Out-of-Service over 24 Hours 

Measure #4: 
Operator Speed of Answer- 

Toll, Assistance and Information 

Measure # 5  
Repeat Trouble Rate Installation 

Measure #6: 
Repeat Trouble Rate Repair 

Measure #7: 
Mrssed Installation Commitments 

Measure #8: 
Missed Repair Commitment 

Measure #9: 
Average Soeed of Answer-Repair 

Measure # IO:  
Average Speed of Answer- 

Customer Calling Centers 

2004 Results Benchmark 
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